
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 

Natosha McKnight
FOIA LONG RED



 
 

 

         
April 8, 2021 
 
Eugene Krukas, Esq. 
Eugene Krukas, PLLC 
2704 Grand Avenue, Suite 4 
Bellmore, NY 11710 
 
RE:    
 Service Request:  

2020 Cadillac XT6 
 Vehicle Identification Number:  
 Customer Relationship Specialist: Deanna  
 
Dear Mr. Krukas, 
 
We are disappointed to hear that your client(s) is dissatisfied with his vehicle and that dealer attempts to 
resolve the concerns have not met your client’s expectations.  General Motors takes great pride in the 
service we provide our customers, and we apologize for any inconvenience and frustration your client(s) 
may have experienced. 
 
In an effort to resolve this matter and reinforce GM’s commitment to its customers, GM is presenting your 
client(s) this settlement offer: 
 

 A cash settlement of $ 10,000.00. 
 

 This offer is inclusive of any and all costs, fees, expenses, and attorney’s fees, known or 
unknown, that are associated with the above-referenced vehicle and is contingent upon GM’s 
receipt of a copy of the current registration (valid for at least 30 days beyond the date this letter is 
signed by your client) to establish proof of ownership. 

 
 Your client(s) would retain the vehicle.   

 
If this settlement offer is acceptable to your client(s), please have your client(s) sign and date this letter 
(below) and return to me.  This settlement offer will remain open for 10 calendar days from the date of 
this letter.  If your client(s) do not accept this offer, we ask that you contact us to confirm the rejection.  
 
This settlement offer is expressly contingent upon GM receiving a completed, signed W-9, with your 
Federal Tax ID.  Failure to return the W-9 will delay the resolution of this matter.  To assist in ensuring 
the security of the W-9 information, email the completed W-9 form to GM separately from all other 
settlement documents.  A blank W-9 form and instructions for completing it are available at www.irs.gov.  
 
If you have any questions, please contact our Business Resource Center at 1-800-231-1841 Monday 
through Friday between 8:00 a.m. and 5:00 p.m., Eastern Time.  Please refer to the service request 
number above and a Customer Relationship Specialist will be happy to assist you. 
 
Sincerely, 
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General Motors 
 
 
 
 
 
 
 
 
_____________________________________ 
  Odometer 
 
_____________________________________ ____________________________________ 

Client’s Signature    Client’s Signature 
 
_____________________________________ ____________________________________ 

Date       Date 
 













GWM Shows: No open recalls and no branded title or warranty block. 

Prior SR’s Found: 

 (CAC Tier 1) 5/11/20-5/11/20: Camera inop. Resolution: Service Request has been Closed 
Pend Diag/Cust Act. 

 (CAC Tier 1) 7/8/20-7/9/20: Camera and infotainment screen issues. Resolution: 
Scheduled apt. Service Request has been Closed Pend Diag/Cust Act. 

 (TAC US) 8/5/20-8/22/20: Blank screen with triangle and exclamation point. Resolution: 
Advised to replace the coax from the radio to X219. 

 (TAC US) 8/26/20-In Progress: Intermittent blank screen exclamation point and camera 
malfunction symbol. Resolution: Inspected vehicle and found wigging radio connection would induce 
back up camera problem. Dealer to order and replace radio. Dealer stated radio is a week away and on 
back order. Will update when repair complete. 

------------------------------------------------- 

Re:   Service Request:  

VIN:  

Vehicle: 2020 Cadillac XT6 

 

Eugene Krukas, Esq. 

Eugene Krukas, PLLC 

2704 Grand Ave, Suite 4 

Bellmore, NY 11710 

P: 516-203-4001 

F: 516-717-3605 

ekrukas@lemonfreedom.com 

Demand Dated: August 19, 2020 

 

Selling/Servicing: 

Open Road Cadillac 



288740 

334 Columbia Turnpike 

Florham Park, NJ 07932 

(973) 538-5650 

CEM Eric Thompson 

eric.thompson@openroad.com 

DMA 

Troy Grant 

302-943-5927 

Troy.m.grant@gm.com 

 

Brittney/BRCLegal/ATX 5930733 
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Wheel Drive AWD

Checkbox

Checkbox Problem SMT
SMT
Sublevel QRD

Problem
Detail Verb English

Verb
Native

Radio Fnctn and Recptn - 
Display screen image poor 
quality

Infotainment 
System-Poor 
Screen 
Quality

Electrical Infotainment 7G-
Infotainment

Q:When First 
Noticed - 
Within the first 
week after 
delivery 
Q:How Often 
Problem 
Occurs - 
Occasionally 
Q:Bothersome 
Rating - 5 So 
annoying that I 
might consider 
a different 
make/model in 
the future 
Q:Aftermarket 
Parts Related 
- No 
Q:Screen 
Problem 
Description - 
Image does 
not display 

NONE of the 7 
cameras linked 
to backing up 
the vehicle 
when in 
REVERSE 
work properly.  
This is an 
intermittent 
problem.  I get 
a blank, black 
screen with a 
small red 
hazard/warning 
symbol 
displayed on 
the 
infotainment 
screen.  NONE 
of the backup 
cameras (7 
total) work 
when this 
intermittent 
problem 
occurs.  ALSO 
and in 
ADDITION, the 
infotainment 
system 
displays 
incorrect date 
on the screen 
when using my 
SIRIUS XM 
Satellite Radio.  
They wrong 
artist, wrong 
song and 
wrong station 
are displayed 
on ALL 
STATIONS 
THAT I TUNE 
TO!
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Checkbox Problem SMT
SMT
Sublevel QRD

Problem
Detail Verb English

Verb
Native

Paint 
imperfection/discoloration/dirt 
in paint

Paint 
Imperfection-
Blemish/Dirt 
in Paint

Paint Paint 5X-Paint Q:When First 
Noticed - 
Upon vehicle 
delivery 
Q:Size of 
Problem - 
About one-half 
inch/1 cm or 
less 
Q:Taken 
Vehicle for 
Repair - No 
Q:Bothersome 
Rating - 3 A 
moderate 
annoyance 
Q:Aftermarket 
Parts Related 
- No 
Q:Problem 
Location Is 
Hood 
Q:Other Paint 
Imperfection 
Q:Imperfection 
Description - 
Other 

There is a 
small paint 
"bubble" about 
1/2 inch in size 
on the left, 
front of the 
hood.

Performance Attributes

Attribute Rating

Braking responsiveness and effort 8

Condition of vehicle upon delivery 3

Cost of maintenance and repair 7

Driving range on full tank / full charge 7

Ease of getting into and out of the vehicle 7

Front seat roominess 8

Fuel economy 7

Handling/stability on curves or winding roads 6

Interior quietness 9

Level of technology and innovation 2

Maneuverability in traffic and tight spaces 6
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Attribute Rating

Overall attractiveness of your vehicle exterior 7

Overall attractiveness of your vehicle interior 5

Overall feeling of safety while driving 8

Overall power and acceleration 8

Overall rating of audio/entertainment system 1

Overall rating of heater, ventilation and A/C 8

Overall rating of seats 7

Overall rating of trunk or rear cargo area 7

Overall rating of vehicle driving dynamics 8

Overall sound of the engine 9

Overall visibility for driver 7

Quality of interior materials 5

Rear seat roominess 6

Rides smooth 9

Security features 8

Storage spaces for driver and passengers 7

Transmission smoothness when shifting 9

Value for the money 3

Vehicle (Overall) 5

Vehicle feels solidly built 8

Vehicle ground clearance 8

Vehicle Overall (TopMind) 3

Vehicle quality (overall) 3

Other Comments

Verb
Question oth verb english

oth
verb
native

Like Most 
About 
Vehicle

I like the exterior design and appearance.  The grill is very appealing.
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Verb
Question oth verb english

oth
verb
native

Reason for 
Brand Score

When I place my vehicle in REVERSE to beck up, many times NONE of my cameras work (7 
cameras) while in back up mode.  I have returned it to my dealer 2 separate times and they have 
kept it for 3 days without solving and fixing the problem.  They have also gotten the cameras to 
malfunction but they were unable to hook up the cameras to the computer to get a failure code so 
that they could trace and fix the problem.  I also have had trouble with my SIRIUS XM Satellite 
radio.  Several times the Sirius XM DISPLAY indicates the incorrect STATION, TUNES PLAYING, 
etc. on ALL RADIO STATIONS.  I have brought the Acadia Denali back on 2 occasions to try and fix 
that issue but the problem recurs.  So, in a nutshell, I am unhappt with the computers and 
electronics packages on my 2020 GMC ACADIA DENALI because they do not work properly and 
consistently for a $48,000 car!  Very displeased with the quality and performance and inability of 
GMC Service Technicians to fix the problems.

Suggestions 
to Improve 
Vehicle

I EXPECT thata $48,000 2020 GMC Acadia Denali should come with an electronics package that 
WORKS ALL THE TIME NOT JUST OCCASIONALLY OR INTERMITTENTLY.  back up cameras 
SHOULD WORK AT all times!!!!.  The RADIO and INFOTAINMENT SYSTEM should generate 
ACCURATE INFORMATION especially since I am paying EXTRA for this SIRIUS XM SATELLITE 
RADIO CAPABILITY.  DON'T SELL VEHICLES TO CONSUMERS THAT DO NOT WORK AS THEY 
ARE SUPPOSED TO WORK.























 31 Aug. 2020 , 09:46am 

Can you provide me with the last 8 characters of your VIN? 

[Read] 

 

  31 Aug. 2020 , 09:46am 

 

 

  31 Aug. 2020 , 09:46am 

 

 

 31 Aug. 2020 , 09:47am 

Thank you! One moment please. 

[Read] 

 

 31 Aug. 2020 , 09:47am 

To accurately document your concern, can you please provide me with your contact information 
including phone number and email address? 

[Read] 

 

  31 Aug. 2020 , 09:48am 

   EMBARQMAIL.COM 

 

 31 Aug. 2020 , 09:48am 

Thank you for providing your contact information. 

[Read] 

 

 31 Aug. 2020 , 09:48am 

Can you provide me with the dealership that you are working with? 

[Read] 



 

  31 Aug. 2020 , 09:49am 

I CALLED SERVICE WRITER WHO WAS OPN VACATIOPN SO I AASKED FOR TYHE SERVICE MANAGER AT 
SULLIVAN CADDY. WHO GAVE ME THE RUN AROUND 

 

  31 Aug. 2020 , 09:50am 

IF THERE IS TWO AT THE SAME DEALER I HAVE TO BELIEVE YOU HAVE MANY IN THE COUNTRY WITH 
THIS PROBLKEM 

 

 31 Aug. 2020 , 09:52am 

We have not heard of this being a known issue with the rear camera. Are you going to have Sullivan 
Cadillac repair the rear camera once they are able to duplicate the problem> 

[Read] 

 

  31 Aug. 2020 , 09:52am 

YHES BUT WHEN. TYHEY NOW WANT TO KEEP THE CAR BUT AGAIN IT SEEMS TO HAPPEN MORE WHEN 
IT IOS RAINNING 

 

  31 Aug. 2020 , 09:53am 

IK AM NOT VERY HAPPY WITH THE ATTITUDE THEY GIVE ME 

 

 31 Aug. 2020 , 09:54am 

I'm sorry that you have had a bad experience at Sullivan Cadillac, this is not the experience we want for 
our customers. 

[Read] 

 

  31 Aug. 2020 , 09:54am 

THIS IS THE FOURTH CADDY FROM THIS DEALER 

 

 31 Aug. 2020 , 09:55am 



What I can do for you is engage a Senior Advisor to work closely with the dealership to resolve your 
issue with the rear camera. 

[Read] 

 

 31 Aug. 2020 , 09:55am 

Cadillac recognizes you have been a long-standing customer and we want you to know we value you as a 
member of our family. 

[Read] 

 

  31 Aug. 2020 , 09:55am 

WHEN CAN I HOPE TO HEAR FROM SOMEONE 

 

 31 Aug. 2020 , 09:56am 

A Senior Advisor will contact you in four days. One moment while I get your Service Request number. 

[Read] 

 

 31 Aug. 2020 , 09:58am 

The case number assigned to you is Service Request    Our Senior Adviser will work 
closely with you and the dealer to resolve your vehicle concern.  Please allow the Senior Adviser 4 days 
to research your issue and reach out to you via phone. 

[Read] 

 

  31 Aug. 2020 , 09:59am 

THANK YOU 

 

 31 Aug. 2020 , 09:59am 

You are more than welcome! Thank you for messaging with Cadillac. Have a wonderful day! 

[Read] 
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RPO-Suspension System FE5-RIDE, HANDLING, PERFORMANCE
RPO-Transmission Desc M3W-AUTO 9 SPD, 9T65, ETRS GEN 1
RPO-Trim Seat
Trans Type Automatic/ASM/CVT
Wheel Drive AWD

Checkbox

Checkbox Problem SMT
SMT
Sublevel QRD Problem Detail Verb English

Verb
Native

Parking 
Assistance 
System 
Problems

Parking 
Assistance 
System 
Problems

Electrical Electronic 
Components 
& 
Subsystems

7T-
Active

Q:When First Noticed - 
Upon vehicle delivery 
Q:Taken Vehicle for 
Repair - No 
Q:Bothersome Rating 
- 5 So annoying that I 
might consider a 
different make/model 
in the future 
Q:Aftermarket Parts 
Related - No 
Q:Front system 
Q:Rear system 
Q:Surround view 
system 
Q:Camera or Display 
Screen-No image 
displayed (blank) 

Cameras don't 
work!  See prior 
note.  Two months 
with no resolution.  
Pathetic.

Performance Attributes

Attribute Rating

Braking responsiveness and effort 10

Condition of vehicle upon delivery 1

Cost of maintenance and repair 10

Driving range on full tank / full charge 10

Ease of getting into and out of the vehicle 10

Front seat roominess 10

Fuel economy 10

Handling/stability on curves or winding roads 10
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Attribute Rating

Interior quietness 10

Level of technology and innovation 1

Maneuverability in traffic and tight spaces 10

Overall attractiveness of your vehicle exterior 10

Overall attractiveness of your vehicle interior 10

Overall feeling of safety while driving 10

Overall power and acceleration 10

Overall rating of audio/entertainment system 10

Overall rating of heater, ventilation and A/C 10

Overall rating of seats 10

Overall rating of trunk or rear cargo area 10

Overall rating of vehicle driving dynamics 10

Overall sound of the engine 10

Overall visibility for driver 10

Quality of interior materials 10

Rear seat roominess 10

Rides smooth 10

Security features 10

Storage spaces for driver and passengers 10

Transmission smoothness when shifting 10

Value for the money 5

Vehicle (Overall) 5

Vehicle feels solidly built 10

Vehicle ground clearance 10

Vehicle Overall (TopMind) 5

Vehicle quality (overall) 5

Other Comments
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Verb
Question oth verb english

oth
verb
native

Verb
Question oth verb english

oth
verb
native

Like Most 
About 
Vehicle

Everything except the cameras and the service.

Reason for 
Brand Score

I bought this car 2 months ago.  Incredibly, the camera module didn't work and needs to 
be replaced.  So, I had to drive a brand new $61,000 car off the lot with a service issue. 
Here we are two months later and it still has not been addressed.  Oh, they tell me that 
covid is the reason.  The part is not available.  They check every couple of days. Well, I 
know they have dozens of new cars that they are selling to other customers that have 
working camera modules.  I want a module removed from one of your new vehicles and 
placed in mine.  It should be your problem. Not mine.  Prior to this fiasco, I was 
considering buying another XT5 for my wife and and new model Escalade in 2022 to 
replace my Tahoe.  Now, it is laughable to think I would consider that. Pull a freaking 
camera module out of one of your new vehicles and put in mine!  Unacceptable.  The 
only reason I don't give you all 1's is because, other than the camera issue, the car is 
perfect.  How sad.  What a terrible way to run a business.

Suggestions 
to Improve 
Vehicle

Replace my camera module!  This is ridiculous.  Two month with no resolution. New car 
lot full of cars with working camera modules that could be placed in mine. I guess all you 
care about is sales and then see ya later, sucker.





























Natosha McKnight
REDACTION




